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Financial Management *
• Accounts Payable
• Accounts Receivable 
• Payroll
• Domestic Travel
• Foreign Travel
• PCS (Enroute, Miscellaneous, Fixed Temporary 
Quarters, House Hunting Trip)
• PCS (Actual Temporary Quarters, Real Estate, 
Constructive Vouchers and All Other Vouchers)
• PCS (Relocation Income Tax Allowance (RITA) and 
Income Tax Reimbursement Allowance (ITRA)
•Relocation Assistance
•Domestic Travel Survey – Quarterly
•Foreign Travel Survey – Annual
•PCS Travel Survey - Annual

Human Resources **
• Agency Honor Awards*
• Registration/Reimbursement for Off-Site Training* 
• Registration/Reimbursement for Internal Training
• SES Appointments / CDP Mentor Appraisals
• HR & Training Web Site Development and Maintenance
• Retirement Estimates: 10-day, 20-day, 45-day 
• Retirement Requests:  10-day and 20-day 
• Misc. Processing - New Hires, Adv Sick Leave, Gov’t 
Deposits & Redeposit, Financial Disclosure
• Personnel Action Processing
• eOPF
• Benefits Retirement Counseling Survey - Monthly
• Training Purchases Survey - Annual

Procurement **
• Grants & Cooperative Agreements*
• Grants & Cooperative Agreements – Supplements*
• SBIR/STTR Phase 1 & 2
• Unilateral SBIR/STTR Funding Modifications

Customer Contact Center ***
• Call Response Rate
• Call Abandonment Rate
• Initial Call Resolution 
• Customer Inquiries
• Customer Contact Center Survey - Monthly

Customer Service Web
• Visits By Center
• Website Availability
• Document Imaging

Data Source Key:
*    NBID (NSSC Business Intelligence Datamart)
**   Remedy
***  Centergy Manager and Remedy
**** Inquisite

Scorecard
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Scorecard – October Overall
Activity OCTOBER

Acct Payable - On time **

Acct Payable - Int. < $200/ MM

Payroll

Domestic Travel

Foreign Travel

PCS (6) Travel

PCS (15) Travel

PCS (30) Travel

Relocation Assistance- 
Prudential

Agency Honor Awards

Off-Site Training

Internal Training <25K

Internal Training >25K

SES Appointments

SES CDP Mentor Appraisals

Retirement Estimate - 10 day 

Retirement Estimate - 20 day 

Retirement Estimate - 45 day 

Retirement Processing - 10 day 

Retirement Processing - 20 day 

eOPF - 15 Day

eOPF - 25 Day

Personnel Action Processing

Grants 

Grants Supplementals

SBIR / STTR - Phase 1

SBIR / STTR - Phase 2

Initial Call Resolution

Call Response Rate

Website Availability

Legend
Met or Exceeded SLA

0 – 5% of stated target SLA

>5% of stated target SLA

AP Legend: 
>= 98%

< 98%  &  >=97%

<97%
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Scorecard By Center – October
Activity by Center ARC DFRC GRC GSFC HQ JSC KSC LaRC MSFC NSSC SSC

Acct Payable - On Time Paymts

Acct Payable - Int. < $200 / MM

Payroll

Domestic Travel

Foreign Travel

PCS (6) Travel

PCS (15) Travel

PCS (30) Travel

Relocation Assistance - Prudential

Agency Awards & Recognition

Off-Site Training

Internal Training -<25K

Internal Training ->25K

SES Appointments

SES CDP Mentor Appraisals

Retirement Estimate - 10 day

Retirement Estimate - 20 day

Retirement Estimate - 45 day 

Retirement Processing - 10 day 

Retirement Processing - 20 day 

eOPF - 15 Day

eOPF - 25 day

Personnel Action Processing

Grants

Grants - Supplemental

SBIR / STTR - Phase 1

SBIR / STTR - Phase 2

Initial Call Resolution
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Scorecard – By Month
Activity by Month Oct Nov Dec Jan Feb Mar Apr May Jun Jly Aug Sep

Acct Payable - On Time Paymnts

Accounts Payable - Int. < $200 /MM

Payroll

Domestic Travel

Foreign Travel

PCS (6) Travel

PCS (15) Travel

PCS (30) Travel

Relocation Assistance

Agency Honor Awards

Off-Site Training

Internal Training <25K

Internal Training >25K

SES Appointments

SES CDP Mentor Appraisals

Retirement Estimate - 10 day 

Retirement Estimate - 20 day

Retirement Estimate - 45 day 

Retirement Processing - 10 day 

Retirement Processing - 20 day 

eOPF - 15 Day

eOPF - 25 Day

Personnel Action Processing

Grants

Grants - Supplemental

SBIR / STTR - Phase 1

SBIR / STTR - Phase 2

Initial Call Resolution

Call Response Rate

Website Availability
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Financial Management – Accounts Payable 

OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
Cumulative YTD 5,237

Metric measures payments made to vendors.  The total number of payments includes both check and electronic funds transfer (EFT), to include credit 
card payments.

Assessment:  

AP - Payments  - Count
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Count by Payments
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Financial Management – Accounts Payable 

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
98% 93.6%

Cumulative YTD 4,226

Service Level Indicator:  Process and Pay 98% of Invoices on time.  

Assessment: Process 98% of payments on time (Green); process between 98% and 97% (Yellow); Less than 97% (Red)

AP - On Time Payments  - Count
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Performance by Center against SLI

Met Not Met

98%
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Financial Management – Accounts Payable

October 2008
AP - By Document Type ALL ARC DFRC GRC GSFC HQ JSC KSC LaRC MSFC NSSC SSC
Credit Memo (KG) 40 2 1 34 2 1
GBL Invoice (ZG) 8 1 7
Invoice-Gross (RE) 4030 233 123 512 876 210 590 302 649 379 52 104
Shipping (ZN) 26 1 9 16
Vendor Invoice (KR) 122 13 4 13 13 5 21 6 44 2 1
Sub Totals 4226 248 136 525 891 211 595 357 662 441 55 105
AP IPAC (Z2/Z3/ZI) 1010 51 61 35 222 303 137 63 65 65 8
Reversal (RZ) 1 1            
Total 5237 299 197 560 1113 514 732 420 728 506 55 113

FY09 TOTALS
AP - By Document Type ALL ARC DFRC GRC GSFC HQ JSC KSC LaRC MSFC NSSC SSC
Credit Memo (KG) 40 2 1 34 2 1
GBL Invoice (ZG) 8 1 7
Invoice-Gross (RE) 4030 233 123 512 876 210 590 302 649 379 52 104
Shipping (ZN) 26 1 9 16
Vendor Invoice (KR) 122 13 4 13 13 5 21 6 44 2 1
Sub Totals 4226 248 136 525 891 211 595 357 662 441 55 105
AP IPAC (Z2/Z3/ZI) 1010 51 61 35 222 303 137 63 65 65 8
Reversal (RZ) 1 1            
Total 5237 299 197 560 1113 514 732 420 728 506 55 113
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Financial Management – Accounts Payable 

Service Level Indicator:   Metric measures interest penalties paid in accordance with the Prompt Payment Act.  Amounts include all payment types 
subject to the Act.  Metric is calculated as "dollars of interest per $1 million in total payments."  The metric goal is <= $200 per million.  

Assessment:   

AP - Interest Penalties  - USD
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Financial Management – Accounts Receivable

OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
Cumulative YTD 841

Number of collections on receivables per reporting period

Assessment:

Accounts Receivable - Collections on Receivables
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Performance by Center
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Financial Management – Accounts Receivable

OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
Cumulative YTD 1,652

Number of bills generated per reporting period

Assessment:

Accounts Receivable - New Receivables
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Performance by Center
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Financial Management – Accounts Receivable 

OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
Cumulative YTD 694

Number of IPAC Transactions Processed per reporting period

Assessment:

Accounts Receivable - IPAC Transactions
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Financial Management – Payroll

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
99.9% 100.00%

22

PAYROLL
Service Level Indicator: Process 99.9% of payroll/time & attendance accurately and on-time.

Cumulative YTD

Assessment: Exceeded the SLI requirement by processing 100% of Payroll/Time & Attendance accurately and on time for all reporting periods in 
FY 2009.
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On Time Not On Time

2 2 2 2 2 2 2 2 2 2 2

0%
10%
20%

30%
40%
50%

60%
70%
80%

90%
100%

A
RC

D
FR

C

G
R

C

G
SF

C

H
Q

JS
C

K
SC

La
R

C
M

SF
C

N
SS

C

SS
C

CUMULATIVE PERFORMANCE - FY 08
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Financial Management – Domestic Travel

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
85% 96.54%

4,366

CENTER ARC DFRC GRC GFSC HQ JSC KSC LaRC MSFC NSSC SSC TOTAL
16 1 1 41 20 4 2 85

DOMESTIC TRAVEL
Service Level Indicator: Validate and process 85% of domestic travel vouchers within 4 business days of receipt of a complete voucher (including adequate 
funding).

Assessment:   Processed  96.61% of Domestic Travel Vouchers within 4 business days of receipt of completed voucher for the month of October.  Average 
processing days for the October reporting period was 2.19 days.
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Performance by Center Against SLI
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Financial Management – Foreign Travel

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
85% 97.15%

Cumulative YTD 281

FOREIGN TRAVEL
Service Level Indicator: Validate and process 85% of foreign travel vouchers within 5 business days of receipt of a complete voucher (including adequate 
funding).

Assessment:  Foreign Travel exceeded the SLI by achieving 97.15% for the month of October.  Average Processing Days for the October reporting period was 
2.36 days.  
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Financial Management – PCS: Enroute, Miscellaneous, Fixed 
Temporary Quarters, House Hunting Trip

PCS TRAVEL - Enroute, Miscellaneous, Fixed Temporary Quarters, House Hunting Trip

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
85% 100.00%

Cumulative YTD 27

Service Level Indicator: Validate and process 85% of PCS travel vouchers within 6 business days of receipt of a complete voucher (including adequate 
funding).

Assessment:  Exceeded the SLI requirements by processing 100% of PCS Vouchers within 6 business days of receipt of completed voucher for the month of 
October.  Average processing time for October was 0.69 days.
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Financial Management – PCS: Actual Temporary Quarters, 
Real Estate, Constructive, & All Other Vouchers

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
85% 100.00%

Cumulative YTD 18

PCS TRAVEL - Actual Temporary Quarters, Real Estate, Constructive, & all Other Vouchers

Assessment:   Exceeded the SLI requirement by processing 100% of PCS Vouchers within 15 business days of receipt of completed voucher for the month of 
October.  Average processing time for October was 4.00 days.

Service Level Indicator: Validate and process 85% of PCS travel vouchers within 15 business days of receipt of a complete voucher (including adequate 
funding).
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Financial Management – PCS: RITA and ITRA

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
85% 100.00%

Cumulative YTD 4

PCS TRAVEL - RITA and ITRA

Assessment:  There were 4 RITA and ITRA Voucher processed for the month of October. 

Service Level Indicator: Validate and process 85% of RITA and ITRA travel vouchers within 30 business days of receipt of a complete voucher (including 
adequate funding).
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Financial Management - Relocation Assistance 
Prudential

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
95% 100.00%

Cumulative YTD 17

RELOCATION  ASSISTANCE
Service Level Indicator: 95% of PCS travel orders are approved within 25 business days - Prudential

Assessment: Prudential provides relocation services for employees who entered the program after October 1, 2007.  Cartus will continue to provide 
relocation services for employees who entered the program prior to Sept. 30, 2007. 
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Financial Management - Relocation Assistance 
Cartus

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
95% 100.00%

Cumulative YTD 1

PCS Relocation Assistance

Service Level Indicator:  95% of PCS travel orders are approved within 25 business days - CARTUS

Assessment:  Cartus will continue to provide relocation services for employees who entered the program prior to Sept. 30, 2007.
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Customer Satisfaction Survey 
Domestic Travel  

CUSTOMER SATISFACTION SURVEY

 

Assessment:
92.8% of randomly selected customers "agree" or "strongly agree" that they were satisfied with the overall service of the NSSC.
95.4% of randomly selected customers "agree" or "strongly agree" that their problem was resolved to their satisfaction.
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Human Resources 
Agency Awards and Recognition

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
98% 100.00%

Cumulative YTD 925

Service Level Indicator:  98% Awards/recognition item/supplies delivered to Center Awards POC/recipient accurately and on-time as 
negotiated with the customer.  In no case will awards/recognition items/supplies be delivered on or after scheduled dates for awards ceremonies.

Assessment:  Starting in FY 09, monthly and semi-annual metrics will include: Daily Certificates, Agency Honor Awards, Center Honor Awards, 
and Length of Service Awards.

AGENCY AWARDS AND RECOGNITION
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Human Resources – Registration/Reimbursement 
for Off-site Training

REGISTRATION/REIMBURSEMENT FOR OFF-SITE TRAINING

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEP
90% 96.77%

Cumulative YTD 372

Service Level Indicator: 90% of purchasing, registration, and confirmation activities for those external (off-site) training purchases that 
can be purchased with a credit card shall be completed accurately within 5 business days of receipt of an approved training request. 

Assessment: 96.77% of the 372 total September off-site training requests were completed within the required SLI.  
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Human Resources – Registration/Reimbursement 
for Off-site Training

OFF-SITE TRAINING - CANCELLATIONS 

OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
Cumulative YTD 104

OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
Cumulative YTD $265

Number of individual training registrations and external fees and penalties resulting in purchase and then center cancellation.

Assessment:  The October number of cancellations was 104. 
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Human Resources 
On-Site Training Purchases

REGISTRATION/REIMBURSEMENT FOR INTERNAL TRAINING

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
90% 100.00%

Cumulative YTD 30

Service Level Indicator:  90% of on-site training actions ($3,001-$25,000) are awarded within 10 business days of receipt of a complete 
purchase request package.  

Assessment:  30 Training requests were between $3,001 - $25,000 for October.    
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Human Resources 
On-Site Training Purchases

REGISTRATION/REIMBURSEMENT FOR INTERNAL TRAINING

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
90% 100.00%

Cumulative YTD 6

Service Level Indicator: 90% of on-site training actions (greater than $25,000) are awarded within 30 business days of receipt of a 
complete purchase request package.

Assessment:  6 Training requests for the October reporting period were over $25,000.  The request package met the metric. 
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Human Resources – SES & SES CDP Appointments

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
SES 98% 100.00%

Cumulative YTD 2
SES CDP 90%
Cumulative YTD 0

SES & SES CDP APPOINTMENTS
Service Level Indicator: SES: Of the complete SES selection packages submitted for ECQs, 98% will be completed and sent to OHCM within 30 business 
days of receipt.  NSSC will maintain a 98% OPM approval rate.  SES CDP: 90% of finalized Mentor Appraisals for the SES Candidate Development Program 
will be forwarded to the Center (for Mentor Signature) within 30 business days after receipt of a completed package.

Assessment:  Case for ARC was sent on 10/16; Case for GRC was sent on 10/7/08.
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Human Resources 
HR & Training Web Site Development & Maintenance

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
95% 100.00%

Cumulative YTD 6

Service Level Indicator: 95% of all Web content changes will be accomplished within the following response standards.  Urgent = within 4 business 
hours, Expedite = within 8 business hours, Routine = within 5 business days.

Assessment:  HRIS exceeded it's goal of 95%.
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Human Resources 
Benefits – Retirement Estimates - Monthly

HR BENEFITS PROCESSING - Retirement Estimates

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
90% 98.18%

Monthly 92
<  1 year (10 days) 55
1 to 5 yrs (20 days) 32
> 5 years (45 days) 5

Service Level Indicator: 90% of retirement estimate requests are completed per requirement.    

Assessment:    

1 4 12 6 5 6

1

20

0%
10%
20%
30%
40%
50%
60%
70%
80%
90%

100%

A
RC

D
FR

C

G
R

C
G

SF
C

H
Q

JS
C

K
SC

La
R

C
M

SF
C

N
SS

C

SS
C

< = 10 days > 10 days

OCTOBER 2008
Performance by Center Against SLI

2 1 10

1

3

2

2 2

1

3
4 1

0%
10%
20%
30%
40%
50%
60%
70%
80%
90%

100%

A
RC

D
FR

C

G
R

C
G

SF
C

H
Q

JS
C

K
SC

La
R

C
M

SF
C

N
SS

C

SS
C

OCTOBER 2008
Performance by Center Against SLI

< = 20 days > 20 days

SLA 
90%

SLA 
90%

92

0 0 0 0 0 0 0 0 0 0 0
0

25

50

75

100

125

OCT

NOV

DEC JA
N

FE
B

MAR

APR

MAY

JU
N

JL
Y

AUG

SE
P

MONTHLY UTILIZATION - FY 09

1 1 3

0%

20%

40%

60%

80%

100%

A
RC

D
FR

C

G
R

C
G

SF
C

H
Q

JS
C

K
SC

La
R

C
M

SF
C

N
SS

C

SS
C

OCTOBER 2008
Performance by Center Against SLI

<= 45 days > 45 days

SLA 
90%

 

RELEASED - Printed documents may be obsolete; validate prior to use.



Page  30OCTOBER 2008

Human Resources 
Benefits – Retirement Estimates - Cumulative

HR BENEFITS PROCESSING - Retirement Estimates

Goal 90% OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
Cumulative YTD 92

DRD/TE-4: 3.2.3.1: 90% of retirement estimate requests are completed in 10 business days for requests with retirement dates within the 
same year.  For requests with retirement dates over one year to five years, 20 business days.  For requests 5 years and out, 45 business 
days.  

Assessment:       
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Human Resources 
Benefits – Retirement Processing

HR BENEFITS PROCESSING - Retirement Packages 

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
95% 100.00%

Cumulative YTD 76

Service Level Indicator: 95% of routine retirement packages will be submitted to Department of Interior within 10 business days from 
the effective date of retirement.

Assessment:  Benefits Processing - (routine retirement packages) metric information provided on this slide is for informational purposes 
only.  Benefits Processing is currently billed as a W-2 allocated service.      
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Human Resources 
Misc. Processing–New Hires, Gov’t Deposits/Redeposit, Advance Sick Leave - Leave Donor 

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
New Hires 35
Gov't Deposits 31
Adv Sick Leave 87
Leave Donor 18

Service Level Indicator: 

Assessment:          

HR Miscellaneous - ASL - LD, New Hires, Gov't Deposit
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Human Resources 
Personnel Action Processing

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
97% 100.00%

Cumulative YTD 1531

PERSONNEL ACTION PROCESSI

Service Level Indicator: 97% of personnel transactions that are received at the NSSC by the established deadline are processed by the cutoff date. 

Assessment:  100% of the PAP metric was met for the October reporting period; which consists of pay periods 21 and 22 (September 28, to October 
25, 2008).  Personnel Action Processing metrics have been adjusted to reflect the FPPS update cycles.  There is a 2 week built in lag time for recording 
PAP updates in FPPS.  

100 35 82 266 90 175 224 319 196 17 27

0%

10%

20%
30%

40%

50%

60%

70%
80%

90%

100%

A
RC

D
FR

C

G
R

C

G
SF

C

H
Q

JS
C

K
SC

La
R

C

M
SF

C

N
SS

C

SS
C

OCTOBER  2008
Performance by Center Against SLI

MET Not MET

100

-

35

-

82

-

266

-

90

-

175 224

-

319 196

-

17

-

27

0%
10%
20%

30%
40%
50%
60%

70%
80%
90%

100%

A
RC

D
FR

C

G
R

C

G
SF

C

H
Q

JS
C

K
SC

La
R

C

M
SF

C

N
SS

C

SS
C

CUMULATIVE PERFORMANCE - FY 09
Performance by Center Against SLI

MET Not MET

SLA 
97%

SLA 
97%

1,
53

1

- - -

-

- -

-

- - - -0

300

600

900

1200

1500

1800
O

CT

N
O

V

D
EC JA

N

FE
B

M
A

R

A
PR

M
A

Y

JU
N

JL
Y

A
U

G

SE
P

MONTHLY UTILIZATION - FY 09

2,336

6,193

1,933 1,531

-
-

-

0

900

1800

2700

3600

4500

5400

6300

2n
d 

Qtr 
FY

-0
8

3r
d 

Qtr 
FY

-0
8

4t
h 

Qtr 
FY

-0
8

1s
t Q

tr 
FY

-09
2n

d 
Qtr 

FY
-0

9
3r

d 
Qtr 

FY
-0

9
4t

h 
Qtr 

FY
-0

9

Personnel Action Processing by Quarter

 

RELEASED - Printed documents may be obsolete; validate prior to use.



Page  34OCTOBER 2008

Human Resources 
eOPF Maintenance – 15 Day

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
90% 100.00%

Cumulative YTD 1,396

Service Level Indicator: 90% of documents will be filed in the employee's eOPF within 15 days of receipt.
eOPF MAINTENANCE

Assessment:  
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Human Resources 
eOPF Maintenance – 25 Day

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
90% 100.00%

Cumulative YTD 43

Service Level Indicator: 90% of OPFs will be purged, validated and indexed in eOPF within 25 business days of receipt.
eOPF MAINTENANCE

Assessment:  

2 8 4 9 5 7 4 4

0%

10%

20%
30%

40%

50%

60%
70%

80%

90%

100%

A
RC

D
FR

C

G
R

C
G

SF
C

H
Q

JS
C

K
SC

La
R

C
M

SF
C

N
SS

C

SS
C

OCTOBER 2008
Performance by Center Against SLI

< = 25 Days > 25 Days

2

-

8

-

4 9 5

-

7 4 4

- -
0%

10%
20%
30%
40%
50%
60%
70%
80%
90%

100%

A
RC

D
FR

C

G
R

C

G
SF

C

H
Q

JS
C

K
SC

La
R

C

M
SF

C

N
SS

C

SS
C

CUMULATIVE PERFORMANCE - FY 09
Performance by Center Against SLI

< = 25 Days > 25 Days

SLA 
90%

SLA 
90%

43

- -
-

-

- -

- -

-
-

-0

10

20

30

40

50

60

O
CT

N
O

V

D
EC JA

N

FE
B

M
A

R

A
PR

M
A

Y

JU
N

JL
Y

A
U

G

SE
P

MONTHLY UTILIZATION - FY 09

43

-

- -

0

10

20

30

40

50

60

1s
t Q

tr 
FY

-09

2n
d 

Qtr 
FY

-0
9

3r
d 

Qtr 
FY

-0
9

4t
h 

Qtr 
FY

-0
9

eOPF Maintenance by Quarter

 

RELEASED - Printed documents may be obsolete; validate prior to use.



Page  36OCTOBER 2008

Procurement 
Grants & Cooperative Agreements - Supplements

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEP
90% 100.00%

Cumulative YTD 69

DR/TE-4: 3.3.2  90% of award packages prepared within 14 calendar days from receipt of funding and/or other required data; none to exceed 21 days.

Assessment:  Supplemental Grant metric information provided on this slide is for informational purposes only; not a billable metric.  These Supplemental Grants 
are measured against the SP Contract performance standard.  

GRANTS & COOPERATIVE AGREEMENTS - SUPPLEMENTS
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Customer Contact Center 
Average Speed of Answer

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
80% 77.31%

Cumulative YTD 6,409

CALL RESPONSE RATE
Service Level Indicator: 80% of Customer Calls are answered within 30 Seconds during NSSC business hours.

Assessment: 
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Customer Contact Center 
Initial Call Resolution

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
85% 98.28%

Cumulative YTD 3,073

INITIAL CALL RESOLUTION
Service Level Indicator: 85% of Routine Customer Inquiries are resolved on initial call during NSSC Business Hours.

Assessment:   Exceeded the SLI requirement by resolving 98.28% of routine customer inquiries on initial call during NSSC business hours during the 
month of October.

15
8

1

11
1

2

27
1

4

36
4

9

19
2

3

49
3

3

26
3

4

18
9

5

40
9

8

19
5

11

55

1

32
0

2

0%
10%
20%
30%
40%
50%
60%
70%
80%
90%

100%

A
RC

D
FR

C

G
R

C
G

SF
C

H
Q

JS
C

K
SC

La
R

C
M

SF
C

N
SS

C

SS
C

O
TH

ER

CUMULATIVE PERFORMANCE - FY 09
Performance by Center Against SLI

Initial Call > Initial Call

 

SLA 
85%

15
8

1

11
1

2
27

1
4

36
4

9

19
2

3

49
3

3

26
3

4

18
9

5

40
9

8

19
5

11

55

1

32
0

2

0%

10%
20%

30%

40%

50%
60%

70%

80%

90%
100%

A
RC

D
FR

C

G
R

C
G

SF
C

H
Q

JS
C

K
SC

La
R

C
M

SF
C

N
SS

C

SS
C

O
th

er

OCTOBER 2008
Performance by Center Against SLI

Initial Call > Initial Call

SLA 
85%

3,
07

3

-

-

-

-

- - -

- -

- -0

500

1000

1500

2000

2500

3000

3500

O
CT

N
O

V

D
EC JA

N

FE
B

M
A

R

A
PR

M
A

Y

JU
N

JL
Y

A
U

G

SE
P

MONTHLY UTILIZATION - FY 09

9,
77

7 11
,9

72

11
,7

29

6,
53

0

3,
07

3

- - -

0

2000

4000

6000

8000

10000

12000

1s
t Q

tr 
FY

-08
2n

d 
Qtr 

FY
-0

8
3r

d 
Qtr 

FY
-0

8
4t

h 
Qtr 

FY
-0

8
1s

t Q
tr 

FY
-09

2n
d 

Qtr 
FY

-0
9

3r
d 

Qtr 
FY

-0
9

4t
h 

Qtr 
FY

-0
9

Call Resolution by Quarter

 

RELEASED - Printed documents may be obsolete; validate prior to use.



Page  39OCTOBER 2008

Customer Contact Center 
Customer Inquiries (by Category and Type)

Customer Inquiries for October 2008 
Human Resources (4,884)

HRIS WEBSITE, 26, 1%

NEW HIRE IN-PROCESSING, 
47, 1%

AWARD PROCESSING, 19, 
0%

INQUIRY, 8, 0%
NAAS, 5, 0%

MISCELLANEOUS, 3, 0%

SPECIAL HR STUDIES, 9, 
0%

NEPS/NOPS, 8, 0%

INFORMATION 
ASSISTANCE, 2, 0%

DRUG TESTING, 84, 2%

PERSONNEL ACTION 
PROCESSING, 78, 2%

GENERAL EMPLOYMENT 
INQUIRIES, 105, 2%

EOPF MAINTENANCE, 182, 
4%

FINANCIAL DISCLOSURE, 
144, 3%

RETIREMENT SERVICES, 
377, 8%

TRAINING PURCHASES, 
201, 4%

BENEFITS PROCESSING, 
465, 10%

SATERN SYSTEM ADMIN, 
3117, 64%

Customer Inquiries October 2008 
Financial Management (2,227)

ACCOUNTS PAYABLE, 
1215, 56%

TRAVEL, 649, 29%

INTERNAL CONTROLS, 
30, 1%

FBWT, 31, 1%
ACCOUNTS 

RECEIVABLE, 64, 3%

PAYROLL TIME & 
ATTENDANCE, 233, 10%

INQUIRY, 5, 0%

Customer Inquiries by Category 
Cumulative FY09

(7,945)

HR, 4884, 61%

PR, 300, 4%

Other, 237, 3% IT, 297, 4%

FM, 2227, 28%

Customer Inquiries by Category 
for October 2008 (7,945)

HR, 4884, 61%

FM, 2227, 28%

IT, 297, 4%Other, 237, 3%

PR, 300, 4%
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Customer Contact Center 
Customer Inquiries Received by Centers

OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
Cumulative YTD 7,945

CUSTOMER INQUIRIES
Customer Inquiries Received by Center

Assessment:  Customer Inquiries are averaging 7,945 per month/FY09.  
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Customer Contact Center 
Resolved Customer Inquiries (Resolution by Days)

Service Level Indicator:
Customer Inquiries (Resolution by Days)

7,974  Cumulative FY 09 - Customer Inquiries - Resolved

< 1 Day,  6,672 , 
84%

< 2 Days,  546 , 7%

< 3 Days,  242 , 3%

< 4 Days,  110 , 1%
< 5 Days,  79 , 1%

> 5 Days,  325 , 4%

OCTOBER 08 - TOTAL - 7,974 

< 1 Day, 6672, 84%

< 2 Days, 546, 7%

< 3 Days, 242, 3%

< 4 Days, 110, 1%< 5 Days, 79, 1%

> 5 Days, 325, 4%
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Customer Satisfaction Survey 
Customer Contact Center

CUSTOMER SATISFACTION SURVEY

 

Assessment:
90.0% of randomly selected customers "agree" or "strongly agree" that they were satisfied with the overall service of the NSSC.
90.4% of randomly selected customers "agree" or "strongly agree" that their problem was resolved to their satisfaction.
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Customer Survey Schedule

• Previously surveyed on a Monthly basis, it has been determined that 
the activities listed below will be deployed less frequently to allow for 
availability of an ample sample size to meet a 90% Confidence Level 
and 5% Margin of Error.  In order to meet the established 90 day 
nuisance survey rule, as defined in the Surveys Plan, the number of 
transactions associated with these three activities were too low to 
meet the sample size needed to produce meaningful survey results. 
Therefore, these activities will be surveyed on the following re-defined 
rotation:

Foreign Travel – Semi-Annual
PCS Travel - Annual
Training Purchases - Annual
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New Customer Service Web Visits By Center

• The design of the new Customer Service web site is built around the 
Customer Service home page with intuitive navigation options to 
encourage visits to, and enrollment in, the new Communities of 
Interest

• This reporting format was developed to illustrate:
The most popular pages
The least popular pages
Usage by Center(s)/geographic region(s)
Trending analyses to ensure resources are applied to areas requiring    
attention 
The effectiveness of communicating with, and providing information to, the 
NSSC's target performance measures
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Special Archival Document Imaging Projects

• HQ & OCIO Records Management Control Documents
Project requested by Patti Stockman
SP’s response to RFP for Change Order # 16 submitted
Work to start upon execution of Change Order and receipt of source 
documents
Completion scheduled two months after startup
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Financial Management 
NQIP* Rework 

Assessment: Rework vouchers include rejects that are due to an interface issue with centers that utilize a Centrally Billed Account for 
airline purchases.  *NQIP - NSSC Quality Incentive Program

OCTOBER 2008 - Domestic Travel
Domestic Travel ALL ARC DFRC GRC GSFC HQ JSC KSC LaRC MSFC NSSC SSC
Total Vouchers 4451 387 110 447 665 563 736 313 565 578 34 53
Center Rework 45 2 5 2 7 12 3 9 3 0 2

1.01% 0.52% 0.00% 1.12% 0.30% 1.24% 1.63% 0.96% 1.59% 0.52% 0.00% 3.77%

OCTOBER 2008 - Foreign Travel
Foreign Travel ALL ARC DFRC GRC GSFC HQ JSC KSC LaRC MSFC NSSC SSC
Total Vouchers 281 20 8 8 80 26 87 39 13
Center Rework 3 2 1

1.07% 0.00% 0.00% 0.00% 0.00% 0.00% 2.30% 2.56% 0.00%

OCTOBER 2008 - PCS Travel
PCS Travel ALL ARC DFRC GRC GSFC HQ JSC KSC LaRC MSFC NSSC SSC
Total Vouchers 49 2 1 3 4 8 14 1 4 10 2
Center Rework 0

0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00%

NQIP   Domestic Foreign  PCS Travel
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Quality Measurements 
Payroll Processing 
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* "Other" Payroll Failure Categories include: New Work Schedules, Employee Error, DOI Error, System Error, and failure items that were "Not Classified" 
in the Payroll quality data received.
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Quality Measurements 
Payroll Processing 
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Quality Measurements 
Domestic Travel

QUALITY MEASUREMENTS
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Assessment:    0.91% Failure rate for the Domestic Vouchers processed for the month of October.  Refer to page 14.
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Quality Measurements 
Foreign Travel

QUALITY MEASUREMENTS
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Assessment:     Voucher Failures for October was 1.08% of vouchers processed.  Refer to page 14.
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Quality Measurements

• The following activities had no failures during the October reporting 
period:

PCS Travel
Relocation Assistance - Cartus
Grants & Cooperative Agreements
SES Appointments
Benefits
eOPF
Awards
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Service Delivery Priorities

• Stabilization and building customer confidence in Accounts Payable  
• Stabilization and building customer confidence in Benefits Counseling
• Transition and stabilization of Grants Accounts Payable Reconciliation
• Continued Emphasis on Employee Responsiveness
• Identifying and implementing process efficiencies-automation, self- 

help, etc. 
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HQ Agency Center Utilization Report
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LARC Center Utilization Report
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MSFC Center Utilization Report
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SSC Center Utilization Report
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